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ABSTRACT 
 
 
 
 
Information and Communication Technology (ICT) policy is a code that 
clarifies the duties, responsibilities and rights of technology stakeholders and specifies 
acceptable and efficient ICT utilization.  ICT policy life cycle encompasses four main 
processes which are: development, implementation, monitoring and evaluation.  In 
many cases, the processes that form the life cycle of ICT policy usually stopped or 
failed at starting phase(s), including the case study in this research.  Failures in ICT 
policy management may compromise ICT security, control and strategy in addition to 
incurring unnecessary expense.  This study explored the challenges and issues in 
managing ICT policy in one of the Malaysian Public Institutions of Higher Education.  
Qualitative research and case study method were utilized to provide greater insight into 
this complicated phenomenon.  An in-depth analysis and elaboration was performed 
using Viable System Model (VSM) and Hermeneutics method to diagnose and identify 
weaknesses, mismatches and viable requirements.  Subsequently, a business process 
model for ICT policy management is proposed in order to resolve the diagnosed 
problem.  The model combined the perspectives of systemic functions and 
organizational structure of VSM with organizational processes and entities (Business 
Process Modeling, BPM).  The application of VSM accommodated environmental 
dynamism, encouraged sustainable development and provided a sound theoretical 
platform.  In combination with BPM, emphasis shifted from a specific, isolated policy 
domain to a business process model designed to manage overall ICT policy.  An ICT 
policy management prototype was also developed based on the model.  The model and 
prototype system have been verified through the case study.  The thesis provided 
mechanisms in the form of a business process model and prototype system to facilitate, 
guide and improve ICT policy management. 
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ABSTRAK 
 
 
 
 
Polisi Teknologi Maklumat dan Komunikasi (ICT) adalah kod yang 
menjelaskan kewajipan, tanggungjawab dan hak-hak pihak berkepentingan teknologi 
dan menentukan penggunaan ICT yang boleh diterimapakai dan efisyen.  Kitar hayat 
polisi ICT merangkumi empat proses utama iaitu pembangunan, pelaksanaan, 
pemantauan dan penilaian.  Dalam banyak kes, proses yang membentuk kitar hayat 
dasar ICT biasanya terhenti atau gagal pada fasa permulaan, termasuk kajian kes dalam 
penyelidikan ini.  Kegagalan dalam pengurusan polisi ICT boleh menjejaskan 
keselamatan, kawalan dan strategi ICT disamping penanggungan perbelanjaan yang 
tidak diperlukan.  Penyelidikan ini meneroka isu dan cabaran dalam menguruskan polisi 
ICT di salah satu  Institusi Pengajian Tinggi Awam Malaysia.  Penyelidikan kualitatif 
dan kaedah kajian kes telah digunakan untuk memberi gambaran yang lebih jelas 
tentang fenomena yang kompleks ini.  Analisis dan penjelasan terperinci telah dilaksana 
menggunakan Viable System Model (VSM) dan kaedah Hermeneutik, untuk 
mendiagnosis dan mengenalpasti kelemahan dan ketidakpadanan dengan keperluan 
VSM.  Kemudian, model proses niaga bagi pengurusan polisi ICT dicadangkan dalam 
usaha untuk menyelesaikan masalah yang telah didiagnosis.  Model ini menggabungkan 
perspektif fungsi sistemik dan struktur organisasi VSM dengan proses dan entiti 
organisasi (Business Process Modeling, BPM).  Penggunaan VSM menyediakan 
persekitaran dinamik, menggalakkan pembangunan lestari dan menyediakan satu 
platform teori yang mantap.  Dengan pergabungan BPM, penekanan beralih daripada 
polisi domain tertentu kepada satu model proses niaga yang direkabentuk untuk 
menguruskan polisi ICT secara keseluruhan.  Satu prototaip pengurusan polisi ICT juga 
telah dibangunkan berdasarkan model tersebut.  Model dan sistem prototaip telah 
disahkan melalui kajian kes.  Penyelidikan ini menyediakan mekanisma dalam bentuk 
model proses niaga dan sistem prototaip bagi memudahcara, memberi panduan dan 
menambahbaik pengurusan polisi ICT.  
